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Pelancongan Perubatan (Medical Tourism-MlJ merupakan aktiviti pelancongan popular 
penduduk dunia pa& ketilca ini. Pada dekad lalu, pelancongan perubatan hanya popular 
dikalangan kelas atasan yang mendapatlran perkhidmatan di negara maju. Kki, 
pelancongan perubatan turut popular dikalangan pelancong dunia dengan destinasi 
pilihan adalah negara sedang membangun. Isu utama industri pelancongan pembatan 
adalah keupayaan hospital di negara sedzgg membangun menyedlakan perkhidmatan 
yang berkualiti. Banyak kajian perkhidmatan berkualiti telah dilaksanakan oleh pmulis 
terdhulu dalam pelbagai bidang, namm hjian perkhidmatan berkualiti dalam medical 
tourism belum diterokai khususnya di Malaysia. ObjeM utama kajim adalah 
membangun instrumen pengukuran &IT-SERVQUAL dm seterusnya menilai kualiti 
perkhidmatan pelancongan perubatan. Instrumen yang dibangunkan hi digunakan untuk 
mengukur tahap kualiti pelancongan perubatan di Puteri Specialist Hospital (PSH), 
Johor Bahru. Metodologi kajian adalah pendekatm halitatif dan laantatif. Melalui 
instrumen kaji selidik, pengutipan data dgakukan sebanyak dua pusingm. Responden 
kajian terdiri pelancong yang mendapatkan perkhidmatan pelancongan perubatan. 
Sejumlah 1 1 5 orang responden terlibat pada kutipan pertama d m  3 1 1 orang responden 
pada kutipan kedua. Proses pengutipan data mengmbil masa 6 bulan. Analisis f&or 
telah dilakukan untuk mendapatkan dimensi perkhidmatan .berkualiti bagi industri 
pelancongan perubatan. PclIanakala bagi kajim kes, temubual secara terperinci telah 
dijalankan ke atas penyedia perkhidmatan iaitu plhak pengurusm PSH Johor Bahru. 
Hasil kajian menunjukkan sebanyak sembilan (9) dimensi perkhidmatan berhaliti 
pelancongan perubatan dikenalpasti iaitu jaminan I, ketara, empati dan kesinambungan, 
kebolehpercayaan, keberkesanan I, jaminan II, kebertanggungjawaban, kesesuaian dan 
keberkesanan II. Secara keseluruhannya, tahap kualiti perkhidmatan yang disedlakan 
oleh PSI3 adalah pada tahap sederhana baik dalam konteks kepakaraq kemudahan 
fizikal, surnber manusia, amalan dm hubungan. Terdapat beberapa aspek perkhidmatan 
perlu ditingkatkan bagi memastikan kualiti perkhidmatan pelancongan perubatan ymg 
disediakan mencapai tahap diharapkan. Novelti kajian yang dibangunkan bagi kajian ini 
adalah instrumen penguhran MT-SEWQUAL. Model pengukm MT-SERVQW 
boleh diuji sebagai kajim lmjutan dalam perlchidmataxt lesihatm lain cli Msblaysia. 
At present, the Medical Tourism (MT/l is a popular tourism activity among the world 
p o p  lation. In the past decade, medical tourism was only popular among the upper class 
who seeks services in developed countries. However, currently, medical touvism is also 
popular among world travelers where they have chosen the developing cotrntrdes as 
their choice of destination.The main issue of this new industry is the ability to provide 
quality sewices at a hospital in the developing countries. Many studies carried out by 
previous researchers have shown that the qualjq of services has been practiced in many 
jields. Nevertheless, in Malaysia, the research on the medical hurism quality has not 
been expbred.Hence, the primary objective of this study is to develop the MT- 
SLXVQUAL measurement instrument in order to evaluate fkre quality of medical travel 
services in particular in Malaysia. The developed instrument is used to gauge the qualiq 
of medical tourism in Puteri Specialist Hospital (PSH), Johor Bahm.l%e research 
methodology used in this research is qualitative and quantitative approaches. Through 
the survey, the data were collected twice from the customers who use the services of 
medical tourists. In the Jrst collection, the number of respondents is 115 while 150 
respondents replied for the second collection.Overal1, the data collection process took 
six months. Tke analysis was perjorrned to obtcrin the dimension factors of qmlity 
services in the medical tourism industry. Though the case sadies, detailed interviews 
have been conducted on the service provider management at the PSH Johor Bahvu.The 
results show that the total of nine (9) dimensions of service quality hwe been identiilfied 
namely the significance of medical tourism, assurance I, tangible, empathy and 
continuiq, reliability, eflectiveness i, assurance 1% respons&ess, appropriateness and 
the eyectiveness Il.OveraIl, the quality of service provided by the PSH is rnoderakly 
good in terms of expertise, physical facilities, human resozrrces, practices and 
relationships. There are some aspects of the service needs to be improved to ensure that 
the quality of services in the medical tourism sector maintains at a certain standard.The 
novel9 developed in this study is the measurement of the MT-SERYQUAL instrument. 
MT-SERVQUAL measurement model can be tested as &rther research on other health 
services in Malaysia. 



















